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,VODPLFEDQNVWRUHWDLQFXUUHQWFXVWRPHUVLQFHWKHFRVWVRIUHWDLQLQJH[LVWLQJFXVWRPHUVDUHORZHUWKDQWKHFRVWVRI





















2.1 Customer Loyalty 
7KHPRVWFRPPRQO\XVHGGHILQLWLRQRI OR\DOW\ LQ WKHFRQWH[WRIFRQVXPSWLRQ LVJLYHQE\2OLYHU  DV³D
GHHSO\KHOGFRPPLWPHQWWRUHEX\RUSDWURQL]HDSUHIHUUHGSURGXFWRUVHUYLFHFRQVLVWHQWO\LQWKHIXWXUHWKHUHE\FDXVLQJ
UHSHWLWLYHSXUFKDVLQJGHVSLWHVLWXDWLRQDOIDFWRUVWKDWPD\FDXVHVZLWFKLQJEHKDYLRU´$FFRUGLQJWR*HRUJHDQG6WDYURV
 FXVWRPHU OR\DOW\ KDV FRQVLVWHQWO\ EHHQ UHFRJQL]HG DV D NH\ GHWHUPLQDQW RI FXVWRPHU UHWHQWLRQ ,Q WKH









2.2 Relational Norms and Relationship Quality 
5HODWLRQDOQRUPVH[LVWLQDQ\UHODWLRQVKLSEXWWKHLUVWUHQJWKYDULHVDFFRUGLQJWRWKHSRVLWLRQRIWKHUHODWLRQVKLSRQ
WKHUHODWLRQVKLSFRQWLQXXP&KHQDQG/LQ1RUPVFDQEHXVHG WRJRYHUQDUHODWLRQVKLSZKHQ WKH\EHFRPH
LQWHUQDO WR D UHODWLRQVKLS DQGPD\ DSSO\ WR LQGXVWU\ VHFWRUV ILUP WR DQ LQGLYLGXDO EXVLQHVV RU WR HDFK VHSDUDWH






WKDW SDUWLHV LQ D UHODWLRQVKLS ZLOO VXSSRUW HDFK RWKHU WRPDLQWDLQ WKH UHODWLRQVKLS &DQQRQ DQG 3HUUHDXOW 
,QIRUPDWLRQH[FKDQJHQRUPUHGXFHVWKHOLNHOLKRRGRIEHLQJFKHDWHGEHFDXVHSDUWLHVUHFHLYHLQIRUPDWLRQWREHWWHUFRSH
ZLWK XQFHUWDLQWLHV +HLGH DQG -RKQ  ,YHQV DQG 3DUGR  IRXQG UHODWLRQDO QRUPV GLUHFWO\ LQIOXHQFHG
UHODWLRQVKLSTXDOLW\DPRQJ*HUPDQSXUFKDVLQJPDQDJHUV,QWKHSKDUPDF\VHWWLQJV'RXFHWWHIRXQGUHODWLRQDO
QRUPVLQIOXHQFHGUHODWLRQVKLSTXDOLW\7KXVWKHIROORZLQJK\SRWKHVLVZDVGHYHORSHG





2.3 Relationship Quality and Customer Loyalty

5HODWLRQVKLSTXDOLW\LVDQHPHUJLQJPHJDFRQVWUXFWLQPDUNHWLQJOLWHUDWXUHDQGKDVEHFRPHDVWUDWHJLFLPSHUDWLYH
VLQFH JRRG UHODWLRQVKLS LV DVVRFLDWHG ZLWK OR\DOW\ FUHDWLRQ FORVH FROODERUDWLRQ LPSURYHG RSHUDWLRQDO SODQQLQJ











































EUDFNHW RI  \HDUV RI DJH  SHU FHQWZKLOH RQO\  SHU FHQWZHUH  \HDUV DQG DERYH0DMRULW\ RI WKH





4.2 Confirmatory Factor Analysis

4.2.1 Measurement Model 
$PHDVXUHPHQWPRGHOZDVHVWLPDWHGZLWKWKHSXUSRVHWRUHILQHDOOVWUXFWXUDOPRGHOPHDVXUHV$OOLWHPVGHYHORSHG
IRUWKLVVWXG\ZHUHVXEMHFWHGWRDFRQILUPDWRU\IDFWRUDQDO\VLV&)$3/6DSSURDFKZDVXWLOL]HGWRUXQWKH&)$DQG














FDQEHDVVHVVHGXVLQJ WKH IROORZLQJPHWKRGV LE\H[DPLQLQJZKHWKHU LWHPVZHUH ORDGHGVWURQJO\RQ WKHLURZQ
FRQVWUXFWVRULLE\FRPSDULQJWKHVTXDUHURRWRIDOO$9(IRUHDFKFRQVWUXFWVRWKDWWKH\H[FHHGHGDOOWKHLQWHUIDFWRU
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